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The Comptroller’s Office Business Flow Chart for Implementing MHSA
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MVA'’s Tmelme to Redesign its Website
Web Site Redesign Tasks Due Date

Proof of concept usimg new MD Gov templates Completed
Compile mventory of current content Completed
Review/Revise current content Nov [3

Build new server production environment Dec 13

[mplement redzsign Jn 14




MVA’s Explanations for Why Wait Times Have Increased
. Branch Staff Reductions-—Since FY06 the MVA has Lost 130 Branch Positions

. The Number of DL5 Transactions Has Increased in FY 13
a. This problem is compounded by the fact that additional processes for DLS transactions have made them

more complex in the past two vears-——increasing service time by 25-30 Percent.
1. Federal Real ID Requirements
1. Motor Voter Questions
i, Veteran's Initiatives
iv. Stricter Document Verfication
. There are Currently Not Enough Counters for the Increased Number of DLS Transactions in MVA

Branches
a. MVA Offices were oniginally configured to have roughly the same amount of counters for DLS
transactions and vehicle service (VS) ransactions, but now there are far more DLS transactions being
completed at MVA branches. DLS transactions cannot be processed at VS counters, because those
transactions require different computers and technology.
. DLA& Transactions are Still Primarily Being Conducted Inside MVA Branches
a. The MVA has been successful in dnving many of the VS transactions (like titing and registration
renewals) outside MV A branches through alternative service delivery (intemet, mail, kiosk, etc), but it has
not been as successful et with DLS transactions. Although there are nowa number of altemnative service
delivery options for DLS transactions, customers have largely not been taking advantage of them.
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Branch

MVA's Proposed btaffing Changes to Reduce Branch Wait Times

Avg. # of Pins m FY13

Avg, Wait Time
n FY13 (mins)

Ave. #of
Transactions in
FY13

Ave. #of
Transactions

per Employee

Baltmare Cty

4310

409

18514

72

Essex

193

385

20 981

16

Lago

316

3.1

30,376

31

White Oak

380

i3

20,633

L

Garthersburg

453

303

13,136

416

Beltsville

M8

302

i

all

Columbia Express

§

e

12,562

1370

Amnapols

390

6.6

12,369

519
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Total Number of Transactions Conducted in Baltimore City Branch and Avg. Wait Time,
Jul 09-Jul 13
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Branch

DLS and V5 Avg. Wait Times for Branches with Priority Co

ter Changes
2% Change
Since FY10

% Change
FY12-FY13

Largo

DLS Avg Wait
Time

VE Avg. Wait
Time

Beltsville

DLE Avg Wait
Tiume

VE Avg. Wait
Time

White Oak

DLE Avg Wait
Tiume

V8 Awg. Wait
Tume

Annapolis

DLE Avg Wait
Tiume

V8 Awg. Wait
Tume

Baltimore City

DLS Avg. Wait
Time

V8 Awg. Wait
Tume

Gaithersburg

DLS Avg. Wait
Time

VE Avg. Wait
Time

Essex

DLS Avg. Wait
Time

V8 Awvg Wait
Tume
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List of Transactions the MVA Plans to Require Customers to Complete
Through Alternative Sources

Transaction Type

i

RS Mk s ] i sa e

. License Duplications and Corrections (other than name changes
. Electronic Safety Inspection Notification by MSP

. ID Card Transactions
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Percent of Total Arrivals by Hour Customer Arrivals By Month
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Full Service MVA Branches Ranked by Highest Avg. Wait Times in FY13 (per month)

Branch Name

Avg Wait Time

Avg # of Branch Transactions

Avg # of Filled Pins

Baltimore City

40.83

28,914 (34)

430 (62)

Essex

38.93

20,931 (8%)

293 (10%)

Largo

36.05

30,576 (24)

57.6 (259)

White Oak

34.11

20,655 (10%)

38.0 (8%)

Gaithersburg

30.53

23.736 (65%)

(
499 (4%)

Beltsville

30.18

24,083 (59)

548 (39)

Annapolis

26.58

39.0 (7%)

S0 | 0 ey | P | e | Bk | e |

Bel Air

24.66

(
22,569 (7%)
20,779 (9%)

(
33.9 (9%)

. Glen Burnie

20.22

49,699 (14)

91.9 (1%)

. Loveville

19.9

9.521 (182)

143 (18%)

. Parkville

19.77

13,769 (13%)

11.9 (19%)

. Westminster

18.98

13,674 (14%)

. Frederick

16.53

242 (138)

. Elkton

16.10

(
17.140 (11%)
10,996 (16%)

(

(
24.3 (128)

(

(

18.8 (178)

. Waldorf

15.65

24 417 (45)

134 (59)

. Easton

13.40

9.700 (17%)

20.6 (14%)

. Hagerstown

12.21

13,657 (158)

. Salishury

10.33

15,075 (128)

27.0 (118)

. Cumberland

4.89

6.632 (19%)

(
20.0 (158)
(

(

192 (16%)
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